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ABSTRACT 
This study examined the factors affecting quality management in bottling companies 
with specific focus on Nairobi Bottlers. The specific objectives of the study were to 
determine how competition, training, information technology and storage affect 
quality management in bottling companies. The research was significant to the 
management of Nairobi Bottlers.The researcher used descriptive research design with 
a target population of 152 employees which comprised of the top, middle, and support 
staff levels of management. Stratified random sampling technique was employed to 
sample 76 respondents representing 50% of the target population. The data was 
collected using a questionnaire and was analyzed both qualitatively and quantitatively 
where data was presented using tables and pie charts. The findings revealed that 65% 
of the respondents agreed while 35% of the respondents disagreed, 68% agreed that 
information technology affects quality management of bottling companies while 32% 
of the respondents stated otherwise. Concerning how training affects quality 
management in Bottling companies. The findings showcased that majority of the 
respondent at 60% agreed while 40% of the respondents disagreed. Concerning how 
storage affects quality management in Bottling Companies, the finding that majority 
of the respondents at 63% agreed while 37% of them stated otherwise. The study 
recommends that competition among Bottling companies around the world is stiff and 
shaped by market forces, technology and innovations. Once this is achieved, the 
company should focus on improving the quality its products without any hesitation 
since quality products are being availed to the customers based on their market terms; 
Sustaining development goals require organizations to develop and maintain the 
culture of creativity and innovation which can be achieved through incorporation of 
information technology.  The company should institute regular training programs that 
incorporate methods and valid concepts of quality management. Storage facilities 
should be designed to make sure that product storage and distribution systems are 
flexible to facilitate packaging, preservation and delivery of products based on 
recommended ISO quality management standards.  
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OPERATIONAL DEFINITION OF TERMS 
Competition It involves competitive advantage showcases an 
organizations ability to gain market dominance over its 
major competitors based on quality products. 
Information Technology This involves using quality management systems to 
monitor and oversee activities and tasks to sustain work 
excellence and performance. 
Storage It is a facility designed and well-structured to 
accommodate various products and commodities based 
on the recommended quality storage standards policy. 
Training This involves continuous application of programs 
whose sole purpose is to improve the quality of services 
rendered by the organization.   
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CHAPTER ONE 
INTRODUCTION OF THE STUDY 
1.0 Introduction 
This chapter analyses the factors affecting quality management in manufacturing 
sector in Kenya. The chapter further outlines the statement of the problem, objectives 
of the study, significance of the study, limitation of the study and the scope of the 
study. 
1.1 Background of the Study 
Globalization of market economies has urged firms all told sectors to consider 
maintaining a sustainable competitive edge that is directly associated with the 
maintenance of quality each in terms of services still as productivity. This is often 
solely potential if a company engages in operations or produces merchandise that area 
unit able to effectively vie within the market. Bearing in mind the character of this 
market is characterized by ever stiffening competition and ever dynamic client 
expectations and demand, a company should come up with distinctive competitive 
methods and manufacture product and services that ceaselessly meet and exceed these 
demand and expectations (Salaheldin, 2008). 
 One amongst the management approaches which was notattain continuous quality 
improvement is Total Quality Management (TQM). It's the coordination of efforts 
directed at up client satisfaction, increasing worker participation, strengthening 
provider partnerships, and facilitating an structure atmosphere of continuous quality 
improvement. The American National Standards Institute (ANSI) and therefore the 
American Society for Quality (ASQ) defines quality as “the totality of options and 
characteristics of a product or service that bears on its ability to satisfy given wants. 
Completely different authors have outlined quality in numerous ways that. As an 
example, actor outlined it as “Conformance to demand Juran views quality because 
the satisfaction of client wants i.e. “Fitness for use” of a product, and one amongst the 
foremost well-liked definitions of quality is meeting or exceptional client expectations 
(Evans, 2000). 
There is nice potential for quality improvement within the construction method. A 
study of the literature and of surveys conducted within the USA indicated that 
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management commitment to quality and to continuous quality improvement is 
extremely important; industry professionals are cognizant of the importance of quality 
training; partnering agreements among the parties within the construction method 
represent a vital step in securing a prime quality product; a feedback circuit may 
upgrade the initial quality standards utilized in the industry; the clarity of project 
scope and necessities still as of drawings and specifications may be a necessity for top 
method quality. Analysis administrated by UNICEF within the world shows that in 
trendy construction folks area unit allowed to carry varied views concerning quality 
that in fact will amendment with time and things. For a company, a high-quality 
culture is one during which everyone is chargeable for quality improvement. With the 
assistance of this quality culture every organization develops a system of 
interconnected groups which give inputs and outputs. Therefore, the team plays a twin 
role and takes the responsibility of making certain that its output matches the 
specified input, that the plan of perfection as a definition of quality suggests that it's a 
philosophy of bar i.e. An honest management that is an important a part of quality 
culture(Elsevier, 2007).  
Most corporations are attempting to satisfy their customer‟s wants and expectations. 
This could solely be achieved through, improvement in product quality, accumulated 
client satisfaction, and continues improvement towards world category organizations. 
These challenges urged corporations round the globe to vary their recent ancient 
quality systems, and implement new quality approaches to deliver prime quality 
product and services. Corporations which will deliver quality are those which will be 
able to vie on the globalization era Since 2000 Japanese industries possessed fight 
benefits and quickly entered into western markets thanks to the belief of CWQC. The 
event of TQM may be copied to many folks as well as Deming, Juran, and actor 
(Yang, 2004).  
The thought of total quality management as a holistic approach to managing a project 
that features continuous improvement, customer‟s satisfaction, and prime 
management support, defect-free product initially try, and elimination of reworks, 
price effectiveness coaching and re-training of employees. Total quality management 
consists of all activities that managers perform to enhance their quality and policy like 
quality designing, internal control, quality assurance and quality improvement. It's a 
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method of obtaining eliminate poor quality from production instead of obtaining 
eliminate poor quality merchandise (Harrison, 2001). 
In developing a complete quality culture in construction, one necessary step is to 
develop a construction team of a main contractor, subcontractors and suppliers who 
would arrange to the standard method and develop a real quality angle all over that, 
“in the development trade, application of Total quality management to the jobsite has 
been well-tried to speed-up comes whereas increasing profitability”. Once time and 
cash area unit premium then Total quality management implementation are going to 
be resistance and adversarial as a result of largely contractors cannot afford to 
enhance (Kasongo&amp;Moono, 2010).  
According to Aelfred(2009) contractors varied in their definition or perception of 
quality by indicating: worth price, compliments, management commitment, activity 
and enhancements, repeat business, and finishing on schedule. Zambian government 
had been experiencing difficulties in collection. With the assistance of JICA, they 
adopted bone and internal control cycles to find the foundation reason for this 
downside. They got wind that taxes couldn't collect themselves. 
1.2 Statement of the Problem 
According to Flynn (2009), fine control is described as an incorporated method of 
achieving and maintaining high quality output, focusing at the upkeep and continuous 
development of procedure and disorder prevention in any respect levels and features 
of the corporation, so that it will meet or exceed customer‟s expectation. Furthermore, 
pleasant control is a key detail within the bottling corporations‟ approach of reaching 
and sustaining an aggressive benefit. These ideas includes; pride the patron by means 
of assembly and exceeding their expectancy; control by fact at the same time as 
making choices; people primarily based control therefore regarding humans in all of 
the stages across the price chain; continuous improvement as a result adopting the 
concept of lean production; sturdy management and top stage control; nice system 
degree& file; crew paintings, crew accountable, correct hassle solving through nice 
circles; human beings orientated era, speed.  
Maximum of the researchers have specially explored best a way to implement high-
quality concepts and practices in the red environment and made little attempt to 
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discover different elements of qm. Qm practices encompass pinnacle control 
commitment, red team of workers involvement, schooling, a system‐based approach, 
teamwork and cross‐useful groups, fact‐primarily based measurement and comments 
mechanisms, red purchaser recognition, and suitable conversation with providers. The 
dominant method hired in present studies is both a case study and conceptual 
approach. 
Studies on pleasant contains a number of concerns, which include fine definition and 
management, and such particular mechanisms as statistical quality control (sq.). But, 
though research in statistical satisfactory control has developed in a scientific and 
rigorous style, primarily based on the early works of Shewhart, Juran, Deming and 
others, the study of different elements of excellent, especially great control, has no 
longer advanced in a further rigorous style. Idea development and size issues 
associated with reliability and validity are specifically susceptible inside the fine 
management literature. 
However, the difficulty of quality control, no matter its lengthy history, nevertheless 
remains a dynamically growing research discipline and a systematic consideration. 
The hassle to be investigated in this take a look at is why; loss of aid of the top level 
management group, lack of teamwork, bad worker‟s empowerment and shortage of 
schooling impacts the implementation of the TQM in Nairobi bottlers. Therefore, 
inside Nairobi bottlers, the research will are trying to find to set up the related troubles 
in the context of all of the activities across the value chain bearing in thoughts this is 
the most important bottling plant in Kenya. The ISO 9000: 2008 model is the 
framework wherein the observe can be undertaken. This is so due to the fact ISO 
9000: 2008 presents a alternate mechanism and exchange tracking version which 
lends a holistic method to trade. The global widespread corporation claims that its 
eight underlying ideas are also in consonance with nice control. These concepts 
encompass; satisfaction the consumer with the aid of meeting and exceeding their 
expediencies; 
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1.3 Objective of the Study 
To establish the factors affecting quality management in bottling companies.  
1.3.1 General Objective  
The main objective of the study was to find out the factors affecting quality 
management in bottling companies. 
1.3.2 Specific Objectives 
i. To establish the effect of competition on quality management in bottling 
companies 
ii. To find out the effect of information technology on quality management in 
bottling companies. 
iii. To establish the effect of training onquality management in bottling 
companies. 
iv. To establish how storage affects quality management in bottling companies. 
1.4 Research Questions 
i. What is the effect of competition on quality management in bottling 
companies? 
ii. How does information technology affectquality management in bottling 
companies? 
iii. To what extent does trainingaffects quality management in bottling 
companies? 
iv. How does storage affectquality management in bottling companies? 
1.5 Justification /Significance of the Study 
1.5.1 Managementof Nairobi Bottlers 
The research study will be of significance to the management of Nairobi Bottlers, it 
will help top management to understand factors affecting quality management in 
bottling companies, identifying areas that the organization has not been doing right or 
areas that have been ignored though they are useful to the organization. The findings 
that will obtain from various respondents can help the management to make the 
concrete decision on how well the company can be sustained. 
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1.5.2 Other Bottling Companies  
The success of Nairobi Bottlerscan easily translate to the success of business other 
companies. This can be in position to emulate the path that service has undertaken to 
get to the top and going by the modern business practices that involve benchmarking. 
1.5.3 Other Researchers 
The study would be important to scholars, students and future researcher as a source 
of reference for any investigation that needs to be undertaken. Relying from the 
findings will be possible for one to conduct further research. 
1.6 Scope of the Study 
The study was carried out to determine the factors affecting quality management in 
bottling companies, Nairobi Bottlers, as a case study of choice which is located in 
North Airport Road, Nairobi County. The targets population for the study was 152 
members of Nairobi Bottlersand a sample size of 76 respondents. The study was 
carried out within a period of three months from July2018 to September 2018. 
1.5 Chapter Summary 
This chapter established the background information concerning quality management 
in bottling companies. This chapter also highlighted the statement of the problem, 
research objectives, research questions, significance and scope of the study.  
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CHAPTER TWO 
LITERATURE REVIEW 
2.0 Introduction 
This is the process of examining the available studies by studying them and 
identifying information of the study. It provides the reader with the explanation of the 
theoretical rationale of the problem being studied as well as what research has already 
been done and how the findings relate to the problem at hand. In this case it gave an 
overview on quality management in bottling companies. 
2.1 Theoretical Literature Review 
2.1.1 Deming's Theory 
Deming's theory of Total Quality Management rests upon fourteen points of 
management him known, the system of profound information, and therefore the 
Shewart Cycle (Plan-Do-Check-Act). He's renowned for his ratio - Quality is capable 
the results of work efforts over the whole prices. If an organization is to specialize in 
prices, the matter is that prices rise whereas quality deteriorates. Deming's system of 
profound information consists of the subsequent four points: 
System Appreciation - an understanding of the manner that the company's processes 
and systems work; Variation information - an understanding of the variation occurring 
and therefore, the causes of the variation; Knowledge Theory - the understanding of 
what will be renowned; Psychology information - the understanding of attribute  
By being responsive to the various kinds of information related to a company, then 
quality will be tapped as a subject. Quality involves tweaking processes victimisation 
information. The fourteen points of Deming's theory of total quality management area 
unit as follows: a) produce constancy of purpose, b) Adopt the new philosophy, c) 
Stop dependencies on mass inspections, d) do not award business based mostly upon 
the value, e) Aim for continuous production and repair improvement, f) usher in last 
on the task coaching, g) Implement last strategies for leadership, i) get rid of concern 
from the corporate, j) interpret division barriers, k) Get eliminate quantity-based work 
goals, l) Get eliminate quotas and standards, m) Support pride of workmanship, 
n)Ensure most are trained and educated and o) certify the highest management 
structure supports the previous thirteen points. 
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Plan-Do-Check-Act (PDCA) may be a cycle created for continuous improvement. 
Within the coming up with section, objectives and actions area unit made public, then, 
you are doing your actions and implement the method enhancements. Next, you check 
to confirm quality against the initial and eventually acting needs that you simply 
verify wherever changes got to occur for continued improvement before returning to 
the set-up section. 
2.1.2 Joseph Juran's Theory 
Joseph Juran‟stheory is accountable for what has grown to be referred to as the "fine 
trilogy. According to Joseph Juran, the best trilogy is made from great making plans, 
fine improvement, and nice control. if a first-class development mission is to be 
successful, then all exceptional improvement movements should be carefully planned 
out and managed. Juranbelieved there were ten steps to best improvement. those steps 
are: 1) an attention of the opportunities and wishes for improvement need to be 
created, 2) development dreams ought to be determined, 3) agency is needed for 
accomplishing the dreams, four) schooling needs to be supplied, 5) initialize 
initiatives, 6) display progress, 7) apprehend overall performance,8) file on outcomes, 
9) song achievement of upgrades and 10) repeat 
2.2Empirical Literature Review 
2.2.1 Effect of competition on quality management in bottling companies 
In step with Djerdjour&Patel(2000:26), nice is now not an optional extra; it is an 
essential strategy to live to tell the tale. TQM is consequently a solution for enhancing 
the excellent of services and products. Before one can talk the concept of TQM, one 
first needs to talk about, apprehend and analyze the concept of „nice‟ itself. 
In line with dale (2003:12) and Evans & dean (2003:eleven) satisfactory, reliability, 
delivery and rate construct the recognition enjoyed by an institution. First-rate is the 
most crucial of these aggressive guns and is an incredibly hard idea to outline in a few 
words so that it will agree on a consensus definition; a trait it shares with many 
phenomena in commercial enterprise and social sciences (Hoyer &Hoyer 2001:fifty 
four). Quality doesn't simplest refer to items and offerings but consists of great of 
time, area, device and tools, techniques, humans, the surroundings and protection, 
records and dimension(Dale 2003:5; Schonberger1990:nine). Exceptional is an 
ongoing technique that has to be so persuasive all through the group, that it becomes 
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the philosophy and culture of the whole organization. All establishments and every 
department in the institution need to adopt the equal strategy, to serve the client with 
even higher satisfactory, lower cost, quicker response and extra flexibility 
(Schonberger1990:11). there appears to be no uniform understanding and definition of 
the that means of the term first-rate and even well-known authors seem to have 
extraordinary perspectives on this issue.  
Consistent with Reeves &Bednar(1994:419), a search for the definition of quality has 
yielded inconsistent outcomes. The two researchers emphasize that regardless of 
thetime duration or context wherein exceptional is examined, the concept has had a 
couple of and often muddled definitions and has been used to describe a extensive 
style of phenomena.The techniques and tools for assuring quality may additionally 
have modified, however the basic customer expectations have been pretty steady for a 
long term (Hoyer &Hoyer 2001). 
From a holistic perspective, all institutions produce and promote services and 
products, withvarying proportions of each; as a result, the management of nice should 
pay interest toboth product and service first-rate and the synergy effects between 
them. Although many definitions of first-rate exist, it's miles prudent to create a 
deeper insight into the definitions of researchers including the exceptional gurus, 
Deming, Crosby, Feigenbaum, Ishikawa and Juran. Those specialists claim that their 
definitions, prescriptions, conclusionsand hints paintings similarly nicely for 
producing products and handing over offerings. From the diverse definitions of 
satisfactory indicated by these gurusin literature, there seem to be two levels within 
the concept of first-rate (Hoyer &Hoyer2001:54), specifically:-degree one, by 
generating merchandise or turning in services whose measurable characteristics 
satisfy a hard and fast set of specifications; and-stage, services and products that 
satisfy purchaser expectancies for their use or consumption.In quick, degree one high-
quality way conformance of specifications and level means satisfy the client.  
Evans & dean (2003: 11), Garvin (1993:16) and Reeves &Bednar(1994:420) notice 
that fine is plenty more than that said at level one, namely conformance to 
specifications. They become aware of eight attributes for class one, specifically:(1) 
performance, (2) capabilities, (3) reliability, (4) conformance, (5) durability, 
(6)serviceability, (7) aesthetics, and (eight) perceived exceptional. Coupled to the two 
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kinds of great degrees, fine is described in another way by using each of the five 
experts on nice, namely (Hoyer &Hoyer 2001:55-59) 
Juran‟s definition of fine is simultaneous attempts to be a degree one and stage two 
definition. He defines first-rate based totally on a more than one which means, 
particularly (1) “quality consists of these product capabilities which meet the desires 
of clients and thereby provide product pleasure,” (2) “first-rate consists of freedom 
from deficiencies.” Juran‟s essential factors are (1) a realistic definition of quality 
might be not possible, and (2) fine is seemingly related to customers‟ necessities, and 
health shows conformance to measurable product traits (Juran1988:2.2). 
Aksu (2003:591) defines first-rate as: “the conformance to a fixed of purchaser 
necessities that, if met, bring about a services or products that is in shape for its 
supposed use”. Wiele, dale &Williams (2003:20) gives a slightly special angle with 
their emphasis on the creative and energetic properties of high-quality: “first-class is 
what surprises and delights the client.” Pycraft, Singh &Phihlela(2000:613) and 
Stamatis(2003:11) attempt to reconcile some of these distinctive perspectives of their 
definition of excellent: “excellent is constant conformance to clients‟ expectations.” 
Almost about Pycraftand Stamatis‟sdefinition of first-class, the use of the phrase 
“conformance” implies that there is a want to satisfy a clean specification (the 
manufacturing method). Using “customers‟ expectancies” tries to mix the person- and 
price based tactics. The expectancies of clients, which can be inspired by way of 
charge, continuously assembly client necessities, the definition can circulate to a 
special plane of delight – delighting the client,(Feigenbaum1983:7 and Ishikawa 
1985:44) 
Goodman, O‟Brien&Segal (2000) help the aforementioned viewpoints by defining 
first-rate as continually generating what the patron needs, whilst reducing mistakes 
earlier than and after shipping to the consumer. The nice definition of fulfilling or 
exceeding clients‟ needs has turn out to be an ideological trailblazer using the pursuit 
of consumer satisfaction. Inside the embedding of pleasant questioning this 
ideological core plays a vital function. Greater importantly, but, great is not a lot an 
final results as a never-ending technique of usually enhancing the first-class of what 
an institution produces. There may be absolute confidence that many establishments 
have so nicely ordered their functionality to fulfill their customers‟ requirements, time 
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and time once more, that this has created a popularity for “excellence”. 
Establishments should “satisfaction” the patron via always meeting patron necessities, 
after which reap a popularity of “excellence”. Nice need to be regarded from the angle 
of the clients and ability clients. The goal of establishments needs to be to meet 
current needs of customers with nice services or products, and to pick out, anticipate 
and create new desires. This requires the cultivation of a close dating between the 
group and its clients. 
In keeping with Dervitsiotis(2003b:511) takes a more systematic method to fine, and 
especially the consumer, with the subsequent definition: “pleasant is meeting or 
exceeding the needs and expectations of the business stakeholders”. Stakeholders are 
the ones people and corporations with a stake in the enterprise, inclusive of 
customers, shareholders, employees, suppliers and communities. To this list of 
stakeholders, the general public in preferred, the government, unions, the media and 
any other special interest corporations can also be introduced. All of those 
stakeholders might also have exclusive desires and expectations of the organization 
and the exceptional assignment lies in addressing a lot of these wishes and 
expectancies. Success establishments and their leaders may be those who gain it. At 
some stage in all institutions there are also a series of inner suppliers and customers. 
Those shape the so-referred to as “first-class chains”, the middle of the institutional- 
huge exceptional improvement (Oakland 2000:17). The internal consumer/dealer 
courting need to be managed through interrogation, i.e. The usage of a fixed of 
questions at each interface.  
Ackoff (1992:3-7), Henshall(1990:356) and Savolainen(2000:213) argue that it's 
miles important for TQM to have a definition of pleasant other than the ordinary 
“first-class is meeting or exceeding the expectancies of the customer”. Their criticism 
is primarily based on factors, specifically:-the client is not constantly the consumer 
and among the institution and the ultimate consumer, there exists a chain of customers 
and different stakeholders who are allequally crucial. Ackoff therefore proposes a 
definition of pleasant as “assembly orexceeding the expectancies of all the 
stakeholders”.-traditional approaches of coming across the expectancies of clients are 
useless,whether or not it includes asking them immediately or thru surveys, as the 
stakeholders oftendon‟t realize what they need and may, for an expansion of reasons, 
offer the wrong answer. Henshall argues that people discover what they need by 
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means of designing what they want, which he demonstrates with his revel in as an 
architect in which he found that many differences exist among the house a capability 
residence proprietor say she wishes and the only he sooner or later gets in spite of 
everything his design changes have been introduced. 
Despite the fact that Ackoff, Henshalland Savolainendo no longer conclude with a 
very last definition, Grib(1993) interprets Ackoff, Henshalland Savoriness'sremarks 
into a definition of pleasant as “assembly or exceeding the expectations of all 
stakeholders through a manner of interactive making plans and layout”. Although the 
latter provides, in Grib‟s(1993)opinion, the maximum comprehensive definition, 
establishments will have to define best in phrases of what it approach to them inside 
the context in their precise situations. The choice of a “definition”, i.e. What first-
class method to them, will rely on the specific environment and targets of an group. 
An plane elements manufacturer would possibly choose a definition of first-class 
greater oriented in the direction of conformance to aviation specifications, whereas an 
profits taxes workplace may place greater emphasis on assembly customer 
expectations. However, just as crucial because the contents of the definition, is the 
way wherein nice is communicated in unambiguous phrases and understood by means 
of all personnel in an organization. 
Consistent with fortune (quoted via Grib1993:sixteen), “first-class and pride are 
determined ultimately by using the purchaser‟s perception of a complete product‟s 
price or service relative to its competition”. Consequently, from a systemic point of 
view, great will be decided with the aid of the stakeholder‟s notion of the entire 
institution, its services and products, and its moves relative to its particular 
necessities. From the above it's miles clear that institutions can no longer have the 
funds for to ignore any of its stakeholders. Institutions require a balanced approach to 
fine, one that considers their hobbies and the desires in their customers, as well as the 
legitimate concerns of different societal stakeholders. The proposed 
conceptualization, with its specific recognition of producer and different stakeholders‟ 
perspectives, offers this sort of balanced, sustainable attitude. It also encourages 
institutional participants to regard all elements of the group - what it creates and what 
it consists of - as possibilities for development, matters that may be made super, 
(Smith 1993:243). However, by explicitly figuring out the satisfactory definition 
managers are using, and recognizing its strengths and weaknesses, managers are 
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higher capable of flow establishments closer to fulfillment of satisfactory, and 
researchers can make development toward assessing the effect of fine on institutional 
performance and different variables of interest. 
2.2.2 Effect of information technology on quality management in bottling 
companies 
According to Flynn (2005) technology is termed as any electronic kind of system and 
its applications. Chaudhari et al, (2012) conducted a study on the impact of 
technology on quality management and that they confirmed that technology plays a 
task of backing up quality management to create it booming. We cf. That, technology 
and quality management are closely tangled and connected within the means they're 
place into use thus we tend to see that a lot of corporations once they arrange to adopt 
one they can‟t do while not the opposite. It had been additionally seen that for 
technology to be incorporated with management therefore on manufacture nice useful 
results that are useful to the corporate, they required additional resources and capital 
to create it work thus creating giant corporations at an improved probability of 
succeeding since that they had capital to create it work. 
According to Juran (2005) technology is that the most dramatic force that's currently 
shaping the destiny of the organization. There a lot of heeded data amendment of 
technology will currently render a product or service absolute. New technology 
replaces recent so as for potency to be obtained and faster innovation to be exercised. 
It considerably influences or drive the basic building blocks of our data systems that's 
individuals, knowledge method and interfaces. 
According to Nuclear Physicist (2005) states that data and communication technology 
(ICT) is employed within the acquisition, and storage of data by micro-electronic 
based mostly combination of computing and telecommunication. ICT‟s roles has 
enabled organizations to evolve from the inefficient ancient practices that were 
characterized by a sequence of non-value adding clerical activities to additional 
economical trendy practices that has increased the performance of the organization. 
Additionally, states that ICT plays a really vital role in breaking down the construct of 
production as a discreet operate and stressed on a large, additional integrative 
management and supply approaches within which is that the inter-relationship of 
creating, production, and transportation is recognized. It additionally plays a vital role 
in production operate in a company. It's vital and effective since it helps in many 
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different ways that thanks to the information it analysis in corporations and out of 
doors corporations. This knowledge collected and analysed from machines or 
equipment‟s is useful and additionally within the method it helps saves time and 
labour compared to once all the analysis and knowledge assortment is finished by a 
person's being with none special talents. Thus, we will say that technology helps in 
providing quality knowledge that one may be positive off most of the time if the 
technology isn't interfered or sabotaged with internally or outwardly in any company 
or organization. 
According to Saleemi (2002) emphasizes that mechanization and use of electronic 
suggests that as a platform conduct organizations transactions. Within the study he 
states that ICT alters the abilities needs of people. It changes jobs and also the means 
things are tired a company. Additionally, there are some proof that mechanization in 
its broadest sense contains a important impact on the structure of a company it should 
as a result of manual to be degeneration. It reduces tasks requiring manual skills and 
strength once applied fitly can increase productivity handle repetitions of labor, scale 
back body prices, improve quality of labor and enhance consistency. Mechanization 
and technology usage demands skills of determination issues understanding and 
analyzing the information provided since this ends up in a much bigger separation 
between differing types of personnel within the company. 
From Mullins (2003), she stipulates that with a rise mechanization, description of 
products and services has been replaced by barcodes. A barcode may be a computer 
code illustration of data. Typically, dark ink on a lightweight background to form high 
or low reflections that and regenerate to IS and OS. Barcode is typically understood 
and analysed by optical scanner known as barcodes readers. She additionally states 
that; this barcode facilitates in distinguishing merchandise accessible available while 
not having to jot down the entire name of the merchandise. In purpose of sale 
management, the employment of barcode will give terribly elaborate up-to-date data 
on the key aspects of business enabling call to be created way more with efficiency 
and with more assured. Fast-selling things may be known quickly and mechanically 
recorded to fulfill client demands. Technologies amendment includes any application 
of recent ways that to rework resources into a product or service. These embrace new 
machines as an example computers and new techniques and strategies to figure 
procedure for example management data systems. The transformative power of 
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technology is also illustrated by rising of market area data and communication, 
electronic exchange atmosphere principally refined laptop and telecom system. 
Several massive changes and enhancements in business have up from early data of 
recent ways that of doing things. The fast pace of technology opens new 
opportunities. Technology changes comprehend the applying of recent ways that to 
rework the resources into finished merchandise (Webster, 2004). 
According to Armstrong (2000) Theory of enterprise transformation states that data 
technology has staggeringly influenced absolutely or negatively the speed at which 
individuals contend and connect at a worldwide level. Thus, corporations ought to 
come back up with totally different, original and distinctive ways in which will 
facilitate them retain recognition whereas still attracting new customers whereas still 
holding they high position within the world competitive niche within the market. 
Additionally, they ought to not forget or disregard the explanations that lead them to 
pursue the road that they need commenced within the company or business world. 
Thus, technology provides tools to assist manager acquire, process, retrieve and 
communicate data, it's additionally allowed individual cluster and organization to 
manage data effectively and with efficiency. The new technology is resulting in 
innovation and shift in business operation, it's additionally created new efficiencies 
within the market, it will increase each labour and productivity of that have improved 
potency in business operation. Technology advances don't go swimmingly and once 
they do acknowledge its customers remains a plus of securing success technological 
changes which might cause a threat to corporations that can‟t contend with their 
rivals. Therefore, the business parameters have modified technology that permits 
service to be quicker thus client satisfaction, (Jobber, 2004). 
According to Mullins (2003) the impact of IT plays a significant role on deciding 
what extremely makes up the corporate in terms of however it's developed, ran in 
terms of however staff and employers conduct themselves and eventually its main 
goal, aim and purpose for its existence. Thus, we tend to see that it adopts or needs a 
brand-new means of however things add the corporate, jobs or skills of the utilized 
staff, teams, supervisors and alternative higher positions roles within the company.IT 
influences amendment in hierarchy of authority within the company and influences 
the requirements of re-structuring the organization and a spotlight to job style, 
network influences selection on style of production and repair activity, advance in 
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technical data they seek for improved economy, potency and government support for 
IT have all prompted growing movements towards machine-driven procedure of 
labor. 
2.2.3 Effect of training on quality management in bottling companies  
According to Zakuanet al. (2012) taken into consideration schooling as an important 
thing that enhances employees‟ efforts toward development. To him, excellent 
schooling includes instructing and training of personnel at all stages in the 
organization with an aim of broadening their information on satisfactory issues and 
packages and imparting them with data in worker schooling is one of the most critical 
necessities in a hit TQM implementation. Control personnel, supervisors and other 
personnel require abilities and expertise on nice dimensions and control as well as 
their roles in TQM implementation. Because of the fact that marketplace quality 
desires are very dynamic, enterprise should ensure non-stop employee development 
and training on nice management factors out that employee education this is focused 
on exceptional control determines how effective and corporation‟s quality 
management projects may be. At the same time as to investment in employee training 
and development is a vital thing to a hit TQM implementation (Zhang et al, 2000). 
In keeping with Omware (2012) elements which should be taken into consideration 
earlier than schooling personnel on high-quality. These are: understanding and 
expertise of the first-rate control method and knowledge on nice control tools. A 
TQM schooling application have to equip personnel with an expertise at the TQM 
software and their position in it. Organization meetings assist associated speak TQM 
to personnel. To facilitate implementation and more particular purpose setting, the 
organization divided its approximately100 employees into eight businesses. In the 
initial implementation, the great manager met with each of the 8 organizations. The 
first-rate supervisor defined the magnitude of the quality software, indicated the 
upgrades that have been essential and potential and explained the actions required. He 
tried to promote the program to the employees and their first-level managers. The 
initial approach failed, the personnel were skeptical. That they had visible 
applications come and move, and were not convinced of the need or the feasible 
benefits. 
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In keeping with Frost et al. (2000), most human useful resource professionals might 
agree that limiting organizational legal responsibility whilst education personnel are a 
totally critical aspect of worker improvement. Certain jobs require training and 
certification in order for an employee to efficiently execute the minimal job 
necessities related to that role. The proper documentation of employee improvement 
before or all through the worker‟s finishing touch of their activity cannot best assist 
observe and increase schooling, however also limit liability in the case of human 
mistakes at a part of these employees. An example of ways documented worker 
schooling may be beneficial would be if a stockroom employee has been assigned the 
placement of forklift operator. Manifestly, the agency would be predicted to put this 
worker through all the important education to make certain the worker can perform 
the system‟s, and do so in accordance with any relevant rules and regulations. Even 
though worker schooling documentation will almost in no way absolutely shield an 
enterprise from legal liabilities, schooling and certification can with any luck lessen 
prison charges and popularity damage for the corporation. Fees that can be generated 
by using the worker in the view of training wishes ought to be decided first. On this 
regard, a basic communication-linking manner” between both events is required 
(Hatfield 2004). 
Training ought to be addressed in this kind of manner that it covers the personnel‟ 
performance-improvement wishes and is in accordance with their job descriptions. 
Each the worker and the business enterprise need to work collectively which will 
decide what the personnel do now not understand. They should also perceive 
schooling technique which exerts an effect at the job, in order that he/she may be 
trained that allows you to fill that particular gap. The employee needs to be granted 
the responsibility to make choices concerning his/her training, while employers have 
to provide their personnel with opportunities to enhance their foundational capabilities 
on the way to permit them to deal with more complicated situations. The American 
society for education and improvement recommends at the least forty hours of 
training a year for every worker. Similarly, to the previous arguments, supports a 
partnership approach between the employees and their businesses in determining 
training desires, as well as the involvement of the personnel in putting in education 
dreams. By means of being concerned, personnel will no longer only assist the 
schooling programmers and enhance TQM, however their morale can also be 
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enhanced. Education is a lifelong process which has to be persisted past the 
preliminary qualification with the intention to doubtlessly fewer errors. Therefore, 
accuracy, effectiveness, exact work, protection practices and precise customer support 
can be predicted. A sensible and well-skilled team of workers is crucial to each 
productivity and the success of an business enterprise corporations can shop money 
through maintaining valuable employees: the expenses of recruitment and schooling 
of latest entrants can be prevented (Kreitnerand Kinicki, 2007). 
The businesses face a variety of strain within the competence for a skilled work force, 
for continuously improving the production techniques, entrants of advanced 
generation and for the personnel who are inclined to obtain paintings lifestyles 
balance. The achievement of any organization depends upon the high-quality of the 
team of workers, however on the way to keep the quality of the work pressure, many 
agencies stumble upon a number of limitations. These barriers encompass appeal of 
the qualitative group of workers towards the organization, recruitment of intelligent, 
dynamic as well as enthusiastic humans within the employer, motivation of modern 
personnel with extraordinary strategies and retention of the present-day staff for 
preserving the organizational popularity within the competitive marketplace. For 
surviving the commercial enterprise and turning into a successful pillar within the 
market; education is a device which could help in gaining competitive advantages 
(Zairi, 2005). 
Training proves to be a parameter for enhancing the potential of the team of workers 
for achieving the organizational objectives. Good training applications as a result 
bring about conquering of the vital dreams for the business. Subsequently, education 
is giant for giving a dynamic method to the enterprise. This dynamic approach is 
important because every organization that adopts a managed manner of functioning 
may not have the ability deliver regular effects but a dynamic and bendy organization 
might also achieve this. This is possible simplest because of advanced nice of work 
life through implementation of schooling packages. An excessive degree of first-class 
of work existence inside the company effects in expanded income, better 
employments and accentuating needs in the marketplace. Improving the first-rate of 
labor lifestyles is a non-stop and revolutionary processor the organization. Pleasant of 
work existence concerns with the necessities, wishes, operating surroundings and task 
layout of the employees at workplace (Taliband Rahman, 2010).  
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According to Guna(2002) high-quality of work existence is amulti-
dimensionalconstruct, made from interrelated elements. Pleasant of labor lifestyles is 
related to process pleasure, process involvement, task security, productiveness, 
fitness, protection, competence improvement, expert abilities, balance among work 
and non-paintings life of the worker. The focus of human aid development is on 
developing the maximum superior group of workers which helps the organization for 
successive growth. All personnel are had to be valued and they need to practice 
collective efforts within the exertion‟s marketplace whenever. This can only be 
achieved through proper and systematic implementation of employee education and 
improvement applications. Employees are continually seemed with improvement in 
profession-enhancing skills which results in employee motivation and retention. 
There's absolute confidence that a nicely-educated and evolved group of workers may 
be a valuable asset to the organization and thereby will boom the possibilities in their 
efficiency and effectiveness in discharging their duties. Education is a learning 
experience which has a potential to make fine changes and reach up to the favored 
targets of the agency. It improves the ability of the worker to perform the task 
efficaciously and with excellence training and improvement applications are the 
fundamental structural and purposeful foundations for the development of the 
personnel. These foundations are crucial for steering the personnel through one-of-a-
kind conditions. Education and development programs are the framework for assisting 
employees to broaden their non-public and expert skills, understanding (Breiterand 
Kline, 2005). 
According to Thiagarajanand Zairi(2008), the TQM may be described because the 
quality practices of TQM implementation particularly, the TQM implementation 
manner stands a great chance of ending in failure if this CSF isn't blanketed, and the 
greater critical a best element is, the higher the possibilities of failure if it is not a part 
of TQM a success TQM implementation is often linked with the CSFs which are 
responsible for accomplishing enterprise excellence. For that reason, it is crucial to 
understand TQM practices and its CSFs in order to determine the level of resources 
and dedication needed for attaining a hit implementation the literature recognized that 
the CSFs of TQM range between four and twelve factors empirical take a look at 
become the first systematic try to classify and organize the crucial important elements 
of excellent management practice based totally on literature into 8 crucial elements, 
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namely, the role of pinnacle control leadership, the function of pleasant branch, 
schooling, product/provider layout, dealer quality control, process control, first-class 
information and reporting, and worker relations. This study considers the CSFs as 
vital practices for a success TQM implementation in an effort to achieve the benefits 
of TQM in the production industry. Accordingly, reviewing the principle empirical 
research in CSFs of TQM, the researchers determined that there are  key CSFs for the 
a success implementation of TQM throughout more than empirical research 
conducted in each production and service businesses, specifically: top management 
dedication management aid the function of pleasant branch , provider first-class 
control , quality information and reporting product/service design employee control 
procedure management education and training continuous improvement consumer 
focus and pleasant making plans (as a end result, the unique CSFs of TQM aren't 
completely agreed among researchers. In the production enterprise, TQM was first 
used before pleasant guarantee (Corridor, 2000).  
In keeping with Cannon (2002), in particular, the implementation of great control in 
the manufacturing enterprise started out from1982 while the yankee production 
industry applied QA structures and performed excellence consequences. Great has a 
outstanding importance inside the industry.But, few hotels have heard about TQM 
and therefore there's nevertheless a lack of literature approximately TQM in 
production enterprise in the remaining decade, many corporations have shown extra 
hobby in the idea of TQM. As expectations of customers and capacity customers have 
escalated, agencies have determined the implementation of quality to be an vital 
competitive issue inside the international marketplace. There are a limited number of 
empirically researched studies of TQM inside the resort enterprise. As an instance, 
diagnosed that leadership, customer recognition, and imaginative and prescient and 
values as CSFs ofTQM inside the motel enterprise, observed by schooling, 
communications, empowerment, alignment of organizational systems, and 
implementation, they located that a prime barrier to a hit TQM implementation 
became failure of pinnacle management to support a TQM programmed. In addition, 
they found out that leadership and customer recognition are the 2 fundamental factors 
most customarily integrated by using resorts into their TQM programmers. Currently, 
showed the significance of CSFs of TQM in production industries, supported the 
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concept that the CSFs of TQM implementation may additionally have different 
significance (Shahbazipour, 2007). 
2.2.4 Effect of storage on quality management in bottling companies 
Consistent with Samir (2003), save is a feature of substances management in an 
organization. Hence, it's far usually observed that stores feature reports to the 
materials manager. However, in some situations stores feature reviews to the 
production function. The sooner form of association is based totally on the concept 
that stores at the side of other capabilities of substances management can be included 
into the substance‟s organization. This may stream line all substances control features 
effectively. The other association is leaning at the reality that manufacturing 
characteristic could be very carefully connected to shops and a common command 
can reduce cost and increase effectiveness and also keep fabric accounting out of 
doors the scope of procurement feature. 
In step with walker and Salameh(2000), centralized shops concept is to shop all items 
at valuable vicinity and manipulate materials motion from this central area while 
decentralization concept is moving the cloth to the respective purchaser feature or 
directly to the points of use. Centralization or decentralization then is remembering of 
convenience. However, one fundamental organizational characteristic must be 
observed. The entire stores setup has to be under the unified control of one branch 
with senior controller of stores in charge, on the way to efficiently reap the targets of 
the function of shops that is quite useful internally. But has a severe problem that it's 
far applicable to manufactured components simplest receipt system: stores get hold of 
substances from diverse assets.  
According to Arshida&Agil(2012) factors out pinnacle management dedication as an 
important element for making sure a success TQM implementation the top control 
need to be at the fore the front of the best control procedure beginning from the 
preliminary degrees. Adoption of TQM for the first time is associated with 
development of new organizational coverage, new techniques and new equipment that 
should be learned. TQM is an organizational change technique this is often related to 
instability, confusion, and employees‟ resistance and have to be carefully initiated 
through consistent control involvement. This was regular with the top control need to 
develop clean great project and desires and discover nice values and speak them to all 
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employees. They need to installed location a right quality making plans procedure, 
and a very good first-class control shape to make sure a success implementation 
(Samir, 2003)a number of them are internal and a few are outside. Receipt gadget is 
particular to the supply. While substances arrive from an external source following 
system handles the receipts. Purchase feature raises a po on the supply of supply a 
duplicate is dispatched to the stores. Stores are now counseled approximately the 
order. While the dealer on whom the order is placed components the products he 
sends goods dispatch be aware, giving records approximately provider, cost of the 
products, date of dispatch and so on. To the receiving shops, the provider sends a 
document known as consignment word. Those files permit the shop to make 
association for receipt of the consignment coping with system, space and many others. 
When the consignment arrives on the receiving phase it's far checked against the 
documents already acquired with respect to the consignment general situation of the 
goods also is checked. 
In line with Kothari (2002) stock management is the art and technology of keeping 
stock ranges of a given institution of items incurring the least value constant with 
other relevant objectives and targets set through control (Jessop, 2000). It is essential 
that managers businesses that deals with inventory, to have in mind, the objective of 
satisfying customer needs and preserving stock costs at a minimal level. Asserts that 
stock costs encompass conserving prices, ordering expenses and shortage cost. 
Protecting charges relate to costs of having bodily items in inventory. Those consist of 
insurance, obsolescence and possibility prices related to having finances which could 
be elsewhere however are tied up in stock. Ordering expenses are costs of setting an 
order and receiving inventory. Those include figuring out how tons are wanted, 
preparing invoices, shipping prices and the fee of analyzing goods. Scarcity expenses 
end result when demand exceeds the deliver of inventory reachable. The charges 
encompass opportunity prices of creating a sale, loss of customer goodwill, late 
expenses and similar charges (Drury, 2004). 
2.3 Summary and Research Gaps 
Quality management places a stress on strategic coming up with and decision-making 
that has proactive quality. It assumes level of stability among the organization that 
enables those among it to create comparatively correct predictions concerning its 
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future direction and continued existence. Second, quality and also the client are 2 
values that are crucial from the standard management perspective and comparatively 
straightforward to outline among a corporation. For several organizations, however, 
each of those values area unit problematic, stemming from the multiple responsibility 
mechanisms that area unit at play among an organization form of government. Third, 
a system like quality management is built on the belief that a corporation is formed to 
supply merchandise, a service or maybe a group of rules or rules.  
According to Deming (2006), innovation may be a part of his illustrious 14points of 
excellent quality management. Within the initial purpose, he emphasizes the 
importance of originality. This implies that resources ought to be allotted for long 
coming up with and prime management is committed thereto. During this means, it's 
attainable to set up new services, product, strategies of production etc. Innovation 
management includes new product and/or service development outlined internal 
control.The TQM culture varies from one company to a different and from one trade 
to a different, However, the TQM culture, notwithstanding its variations from one 
company to a different, aims to realize common objectives; particularly removal of 
waste, reduction of prices, improvement of name and inflated market share, thus the 
superior management support. 
2.4 Conceptual Framework 
Independent Variables Dependent Variable 
 
 
 
 
 
  
 
 
 
Figure 2.1 Conceptual Framework 
Source: Author (2018) 
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2.5 Operationalization of variables 
Competition                      The act or process of trying to get or win something 
such as apprize or a higher level of success that 
someone else is also trying to get or win. 
Information Technology The purposeful application of information in the 
design,production, and utilization of goods and services, 
and in the organization. 
Storage                            Space available for storing something, especially 
allocated space in a warehouse 
Training                    Organized activity aimed at imparting information 
and/or instructions to improve the recipient's 
performance or to help him or her attain a required level 
of knowledge or skill 
2.6 Chapter Summary 
Conflicting study findings have thus been reported surrounding the consequences of 
first-rate management implementation. Similarly, conflicting results are expected 
concerning the consequences of TQM implementation in bottling companies. 
Nice products or services leads to more customer pleasure; enhances the reputation of 
the firm; protects the company from opposition; minimizes health and safety 
liabilities and threat; improves employee ethical; reduces scrap and waste; smoothens 
work go with the flow; improves manipulate and reduces type of charges. The know-
how and consequent preference to attain advantages of advanced fine has been the 
battle of many corporations for the reason that onset of the economic revolution. 
Unique researchers have followed exclusive definitions of TQM; thus far, it has come 
to mean different things to unique people. Regarding the results of TQM 
implementation, exclusive researchers have extraordinary findings. A number of 
researchers concluded that TQM implementation has effects on corporations‟ business 
overall performance; whereas others said that it does no longer lead to improvements 
in corporations‟ business performance. 
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Technological software have more and more result in purchaser retention, considering 
that clients have grown to be an increasing number of driven by means of technology 
and are consequently traumatic better levels of offerings associated with era. It's far 
consequently imperative that groups identify approaches wherein they could utilize 
new technology to create services that contribute to elevated value for their 
customers.  Consumer satisfaction and quality services are pre-requirements of 
consumer retention and feature tremendous outcomes on purchase intentions. Factors 
that make patron to be retained or come to be loyal and preserve patronizing the 
corporations encompass: pride, high-quality services, logo photo, provider overall 
performance, customer recognition, high-quality stories, flexibility and generation. 
Education is a lifelong procedure which needs to be persisted beyond the preliminary 
qualification so that it will probably fewer mistakes. Therefore, accuracy, 
effectiveness, exact work, safety practices on TQM, and shrewd and well-trained 
body of workers is valuable to each productiveness and the success of an enterprise, 
companies can save cash via maintaining treasured personnel: the prices of 
recruitment and training of new entrants can be avoided. 
In addition, no studies have been carried out for developing a TQM implementation 
version that may be utilized by tender liquids manufacturing firm to improve their 
TQM implementation efforts. The lack of sufficient suggestions to assist 
corporations‟ TQM implementation has led to a number of unsuccessful TQM 
implementations in china. As a consequence, the essential goals of this take a look at 
are to attain the results of TQM implementation on average satisfactory control in 
Nairobi bottlers restricted. Inventory control is the art and technology of preserving 
stock ranges of a given organization of objects incurring the least value consistent 
with different applicable goals and goals set by using management. 
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CHAPTER THREE 
RESEARCH DESIGN AND METHODOLOGY 
3.1 Introduction 
This section contains the researcher instruments in which the researcher gathered 
organized, complied and analyzed data in relation to the research problem questions. 
It was therefore comprised the following subsection namely research design, target 
population, sampling and procedures, data analysis procedure and validity and 
reliability of the research instrument. 
3.2 Research Design 
Research design is the plan or scheme that was used to generate answers to the studies 
troubles. It attempted to find out the factors affecting fine control in bottling 
corporations. The researcher used descriptive research layout. That is because 
descriptive layout is qualitative whose fundamental purpose is description on the 
scenario as it exists (Mugenda&Mugenda2000). Descriptive studies as a systematic 
technique of investigating in which records might be accumulated and analyzed so 
that you can describe the present-day situations, phrases or relationships concerning a 
trouble. The design was favored as to allow clear definition of the variables thereby 
making it possible to acquire the entire and correct facts from the look at. A survey 
was performed for the respondents to establish humans‟ perspectives of what they 
think, agree with, price or feel, so one can discover those perspectives for their own 
sake, or to guide a controversy which you are offering, sampling a population of 
ability respondents with a view to generalize end more extensively. 
3.3 Target Population 
According to Williamson (2008), a research population is generally a large collection 
of individuals or objects that is main focus of a scientific query. The target population 
for this study comprised the members of Nairobi Bottlers from senior management, 
middle management and supporting staff as shown in Table 3.1. 
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Table 3.1 Target Population 
Category Target Population Percentage 
Top Level Management 6 4 
Middle Level Management 8 5 
 Support Staff 138 91 
Total 152 100 
Source: Author (2018) 
3.4 Sample Design and Procedure 
According to Weiss (2002), sampling is concerned with the choice of a set of people 
from inside a specific population to estimate characteristics of the full population. 
During this study stratified sampling was used. Consistent with Mugenda and 
Mugenda (2003) the strategy ensured that completely different teams of a population 
are adequately represented within the sample therefore on increase the extent of 
accuracy once estimating parameter. Additionally, all alternative things being equal 
representative sampling technique used obtainable information on the population as 
whole. That is, it created a group of heterogeneous samples which supported the 
variable to be studied. Consistent with, Elis(2004) the sample size was a lot of correct 
once the sample size is at fifty you look after the target population. Therefore, the 
sample size was seventy-six of the target population to be elect specified every class 
was divided into 2 equal samples. The systematic technique used elect members to 
participate within the study from every stratum as portrayed in Table 3.2. 
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Table 3.2 Sample Size 
Category Target Population Sample Size Percentage 
Top Level Management 6 3 4 
Middle Level Management 8 4 5 
Support Staff  138 69 91 
Total 152 76 100 
Source: Author (2018) 
3.5 Data Collection Methods 
3.5.1 Questionnaires  
The researcher used questionnaires to collect primary data. Questionnaire consists of a 
number of questions to typed and printed in adequate order or form. The questions 
were open and closed ended. The open-ended questions provided relevant explanation 
by the respondents. It provides total freedom for the respondents closed ended 
questions provides a list of all possible alternatives from which respondents choosing 
the best to suit them. Closed ended questions required the respondents to give “Yes” 
or “No” for answers. This enabled the researcher to collect comparable data and 
encourages high response rate. The researcher self-administering the questionnaires 
for the primary data collection 
3.5.2 Validity and Reliability of Research Instrument 
The researcher obtained permission from relevant departmental sections of the 
organization to circulate questionnaires. To ensure validity and reliability 
questionnaires were pre-tested on respondents outside the target population. A careful 
crafted but wide-ranging questionnaire aiming at eliciting responses was piloted in 
order to detect any ambiguities or inherent problems from the comments and remarks 
of the respondents. The entire questionnaire was thereafter be revamped and improved 
on to ensure reliability of the data. It also ensured validity of the data, experts view 
from the top managers and supervisors who was incorporated with the aim of 
capturing specific information from respondents. These respondents were not 
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included in the final study. The questionnaires were corrected before the final 
distribution. 
3.6 Data Analysis Methods 
The data to be collected from the field was assessed and comparison to be made so as 
to select the most accurate and quality information from the feedback to be given by 
various respondents. It involved assessing and evaluating the questionnaires and other 
sources of both primary and secondary data. The data was analyzed using qualitative 
and quantitative techniques. Qualitative method involved content analysis and 
evaluation of text material. Quantitative method involved the use of statistical 
measures such as frequencies and percentages and presented by the use of diagrams 
such as tables and charts. 
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CHAPTER FOUR 
RESEARCH FINDINGS AND DISCUSSIONS 
4.0 Introduction 
This chapter presented and reported on the analysis of data collected from the various 
respondents. The chapter covered findings of the study as steered by the objectives as 
well as the information of the respondents. 
4.1 Presentation of Research Findings 
4.1.1 Response Rate 
Table 4.1 Response Rate Analysis 
Category  Frequency Percentage 
Responded 62 82 
Did not respond  14 18 
Total  76 100 
Source: Author (2018) 
 
Figure 4.1 Response Rate Analysis 
Source: Author (2018) 
As pointed out in Table 4.1 and Figure 4.1, out of 76 questionnaires administered only 
62 were returned. This means that 82% of the respondents responded to questions 
with only 18% failing to respond.  A response rate of 82% was therefore 
contemplated sufficient for the purpose of analysis. 
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4.1.2 General Questions 
Table 4.2 Gender Analysis 
Category  Frequency Percentage 
Male 39 63 
Female 23 37 
Total  62 100 
Source: Author (2018) 
 
Figure 4.2 Gender Analysis 
Source: Author (2018) 
Table 4.2 and figure 4.2 indicate that majority of the respondent at 63% were male 
respondents while 37% of the respondents were female. The analysis implies that the 
organization has a male dominated workforce. It is also evident that the organization 
has tried to consider two third gender equity rule.  
 
 
 
 
 
32 
 
Table 4.3 Age Bracket Analysis 
Category Frequency Percentage 
18-30 years 17 27 
31-40 years 32 52 
41-50 years 11 18 
51 and above years 2 3 
Total 62 100 
Source: Author (2018) 
 
Figure 4.3 Age Bracket Analysis 
Source: Author (2018) 
Table 4.3 and figure 4.3 indicate the age bracket analysis of the respondents who 
participated in the study. Based on the findings, majority of the respondents at 52% 
were aged between 31-40 years,27% indicated 18-30 years, 18% indicated 41-50 
years and 3% of the respondents were 51 and above years of age. The analysis implies 
that the organization has a youthful staff capable of handling issues within the 
organization. 
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Table 4.4 Highest Level of Education 
Category Frequency Percentage 
Secondary 13 21 
College 27 44 
University 22 35 
Total 62 100 
Source: Author (2018) 
 
Figure 4.4 Highest Level of Education 
Source: Author (2018) 
Table 4.4 and figure 4.4 shows that majority of the respondents at 44% were college 
graduates, followed by 35% who were university graduates and 21% of the 
respondents reached secondary level of education. The analysis clearly shows that the 
organization has a highly educated workforce. 
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Table 4.5 Work Duration 
Category  Frequency Percentage 
1-5 years 11 18 
6-10 years 25 40 
11-13 years 19 31 
14 years and above 7 11 
Total 62 100 
Source: Author (2018) 
 
Figure 4.5 Work Duration 
Source: Author (2018) 
Analysis on table 4.5 and figure 4.5 indicates that majority of the respondents at 40% 
have worked in the organization for 6-10 years, followed by 31% who have worked 
for 11-13 years, 18% have worked for 1-5 years and 11% have worked for 14 years 
and above. From the finding, it is evident that the organizationhas experienced 
workforce capable handling issues in terms of making sound judgement.   
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4.1.3 Competition 
Table 4.6 Whether Competition affects Quality Management 
Category Frequency Percentage 
Yes 40 65 
No 22 35 
Total 62 100 
Source: Author (2018) 
 
Figure 4.6 Whether Competition affects Quality Management 
Source: Author (2018) 
The study sought to determine whether competition affects quality management in 
Nairobi Bottling Companies. Analysis on table 4.6 and figure 4.6 indicates that 65% 
of the respondents agreed while 35% of the respondents disagreed. Based on the 
findings, it is apparent that competition in bottling companies influences quality 
management.    
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Table 4.7 Rating of Competition 
Category Frequency Percentage 
Very large extent 21 34 
Large extent 28 45 
Small extent 10 16 
Very small extent 3 5 
Total 62 100 
Source: Author (2018) 
 
Figure 4.7 Rating of Competition 
Source: Author (2018) 
On the rating of competition, table 4.7 and figure 4.7 indicate that majority of the 
respondents at 45%stated that competition affects quality management at a large 
extent, followed by 34% who indicted very large extent, 16% indicated small extent 
and 5% indicated very small extent.The analysis implies that competition determine 
the rate at which companies implement quality standards on their products.  
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4.1.4 Information Technology 
Table 4.8 Whether Information Technology affects Quality Management 
Category Frequency Percentage 
Yes 42 68 
No 20 32 
Total 62 100 
Source: Author (2018) 
 
Figure 4.8 Whether Information Technology affects Quality Management 
Source: Author (2018) 
As stated in table and figure 4.8, majority of the respondents at 68% agreed that 
information technology affects quality management of bottling companies while 32% 
of the respondents stated otherwise.From the analysis, it is apparent that information 
technology is a major component used to measure quality standards of products. 
 
 
 
 
 
38 
 
Table 4.9 Rating of Information Technology 
Category Frequency Percentage 
Very large extent 34 55 
Large extent 25 40 
Small extent 2 3 
Very small extent 1 2 
Total 62 100 
Source: Author (2018) 
 
Figure 4.9 Rating of Information Technology 
Source: Author (2018) 
The study sought to determine the extent to which information technology affects 
quality management in Bottling Companies. Analysis on table 4.9 and figure 4.9 
indicate that majority of the respondents at 55% indicated very large extent, followed 
by 40% who indicated large extent, 3% indicated small extent and 2% indicated very 
small extent. The analysis implies that incorporation of information technology when 
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measuring quality of products has a huge influence on the quality of products being 
produced by Bottling companies. 
4.1.5 Training 
Table 4.10 Whether Training affects Quality Management 
Category Frequency Percentage 
Yes 37 60 
No 25 40 
Total 62 100 
Source: Author (2018) 
 
Figure 4.10 Whether Training affectsQuality Management 
Source: Author (2018) 
Table 4.10 and figure 4.10 represents whether training affects quality management in 
Bottling companies. From the analysis, majority of the respondent at 60% agreed 
while 40% of the respondents disagreed. The analysis implies that training is a tool 
used by bottling companies to educate employees on the importance of adhering to 
quality standards. 
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Table 4.11 Extent of Training 
Category Frequency Percentage 
Very large 26 42 
Large extent 23 37 
Small extent 7 11 
Very small extent 6 10 
Total 62 100 
Source: Author (2018) 
 
Figure 4.11 Extent of Training 
Source: Author (2018) 
The study sought to determine the extent to which training affects quality 
management in Bottling companies. From the analysis, majority of the respondents at 
42% rated very large extent, followed by 37% indicated large extent, 11% indicated 
small extent and 10% of the respondents indicated very small extent. Based on the 
analysis, it is evident that training programs in Bottling companies equips employees 
with the necessary skills required to manage and control standards of products. 
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4.1.6 Storage 
Table 4.12 Whether Storage affects Quality Management 
Category Frequency Percentage 
Yes 39 63 
No 23 37 
Total 62 100 
Source: Author (2018) 
 
Figure 4.12 Whether Storage affects Quality Management 
Source: Author (2018) 
The study sought to determine whether storage affects quality management in 
Bottling Companies. Analysis on table 4.1 and figure 4.12 shows that majority of the 
respondents at 63% agreed while 37% of them stated otherwise. From the analysis, it 
is evident that storage facility where products are housed affects their quality 
standards.  
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Table 4.13 Rating of Storage 
Category Frequency Percentage 
Very high extent 24 39 
High extent 21 34 
Fair extent 12 19 
Low extent 5 8 
Total 62 100 
Source: Author (2018) 
 
Figure 4.13 Rating of Storage 
Source: Author (2018) 
The respondents were asked to rate the extent to which storage affected quality 
management in Bottling Companies. Based on this, table 4.13 ad figure 4.13 reveals 
that storage affects quality management to a very high extent, followed by 34% who 
indicated high extent, 19% indicated fair extent an 8% indicated low extent.The 
analysis implies that storage facility is paramount when administering quality 
management standards in Bottling Companies. 
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4.2 Limitations of the Study 
Accessing information from the organization was not an easy task since the company 
was strict on sharing sensitive information to the researcher. They also wanted proof 
that indicates the research was for academic purposebefore research commences. To 
achieve this, the study issued documents that contained informed consent and 
introduction letter from Management University of Africa that proved the validity and 
integrity of the research. 
The study also noted busy work schedules within the organization‟s premises. Most of 
the respondents were working on shifts thus trailing and convincing them to 
participate in the study was a challenge. The respondents who accepted to participate 
insisted on proof that assured them that the management has approved the research 
process. To achieve this, the researcher assured the respondents that no information 
would be shared to any individual or any third-party organization. 
4.3 Chapter Summary 
This chapter presented research findings, discussions and the number of respondents 
who participated in the study. It also highlighted demographic background of the 
participants, how data was sorted, analysed and presented, and limitations 
experienced by the researcher while collecting data from the respondents.   
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CHAPTER FIVE 
SUMMARY, CONCLUSIONS AND RECOMMENDATIONS 
5.0 Introduction 
This chapter is comprised of summary and conclusion of the study based on the 
findings detailed in chapter four. It also provides recommendations based on the 
study‟s conclusions which can therefore lead to appropriate mechanisms to quality 
management in Bottling Companies. 
5.1 Summary of Findings 
The study sought to determine whether competition affects quality management in 
Nairobi Bottling Companies. The findings revealed that 65% of the respondents 
agreed while 35% of the respondents disagreed. Thus, it is apparent that competition 
in bottling companies influences quality management. On the rating of competition, 
the findings revealed that majority of the respondents at 45% stated that competition 
affects quality management at a large extent, followed by 34% who indicted very 
large extent, 16% indicated small extent and 5% indicated very small extent.  Thus, 
competition determines the rate at which companies implement quality standards on 
their products.                               
The study findings reveal that majority of the respondents at 68% agreed that 
information technology affects quality management of bottling companies while 32% 
of the respondents stated otherwise. Thus, information technology is a major 
component used to measure quality standards of products.  In order to determine the 
extent to which information technology affects quality management in Bottling 
Companies, the findings availed that majority of the respondents at 55% indicated 
very large extent, followed by 40% who indicated large extent, 3% indicated small 
extent and 2% indicated very small extent. The analysis implied that incorporation of 
information technology when measuring quality of products has a huge influence on 
the quality of products being produced by Bottling companies. 
Concerning how training affects quality management in Bottling companies. The 
findings showcased that majority of the respondent at 60% agreed while 40% of the 
respondents disagreed. Thus, it is evident that training is a tool used by bottling 
companies to educate employees on the importance of adhering to quality standards. 
 
 
45 
 
To determine the extent to which training affects quality management in 
Bottlingcompanies. The findings showed that majority of the respondents at 42% 
rated very large extent, followed by 37% indicated large extent, 11% indicated small 
extent and 10% of the respondents indicated very small extent. Based on the analysis, 
it is evident that training programs in Bottling companies equips employees with the 
necessary skills required to manage and control standards of products. 
Concerning how storage affects quality management in Bottling Companies, the 
finding that majority of the respondents at 63% agreed while 37% of them stated 
otherwise. Thus, it is evident that storage facility where products are housed affects 
their quality standards. The respondents were asked to rate the extent to which storage 
affected quality management in Bottling Companies. The findings revealed that 
storage affects quality management to a very high extent, followed by 34% who 
indicated high extent, 19% indicated fair extent an 8% indicated low extent. The 
proves that storage facility is paramount when administering quality management 
standards in Bottling Companies.  
5.2 Conclusion 
Based on the findings, the study concludes that competitive forces affect quality of 
products being launched into the market. Based on this, it is important to note that 
quality management mechanisms are key towards sustainability of quality standards 
in organizations. Thus, competition determines the rate at which companies 
implement quality standards on their products.     
The study also concludes that incorporation of information technology when 
measuring quality of products has a huge influence on the quality of products being 
produced by Bottling companies. Information from majority of the respondents 
proves that technological advancement in bottling companies is key towards 
sensitization of product quality measures in its production process. 
The study also concludes that training programs in Bottling companies equips 
employees with the necessary skills required to manage and control standards of 
products. Data from the respondents showcased that effective training enhanced 
employee‟s knowledge how when handling fragile products throughout the 
production process.  
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From the findings, the study concludes that storage facility is paramount when 
administering quality management standards in Bottling Companies. It was availed 
that storage of bottled products should follow a systematic approach that ensures 
quality of products are maintained. This shows that production managers in Bottling 
industry have a crucial task of ensuring packaged products are stored in well-
ventilated spaces.  
5.3 Recommendations 
The following recommendations were drawn from the findings; 
Competition among Bottling companies around the world is stiff and shaped by 
market forces, technology and innovations. Based on this, the company should 
employ differentiation strategy to distinguish their products from their competitors. 
Once this is achieved, the company should focus on improving the quality its products 
without any hesitation since quality products are being availed to the customers based 
on their market terms. 
Sustaining development goals require organizations to develop and maintain the 
culture of creativity and innovation which can be achieved through incorporation of 
information technology. Since most bottling companies has automate their systems, 
the study recommends that frequent systems updates will ensure production process is 
at per with recommended quality standards. 
The study recommends that the company should institute regular training programs 
that incorporate methods and valid concepts of quality management. This will allow 
employees to function and provide conclusive feedback on how to handle various 
stages of quality management in different settings. 
Th study also recommends that storage facilities should be designed to make sure that 
product storage and distribution systems are flexible to facilitate packaging, 
preservation and delivery of products based on recommended ISO quality 
management standards.  
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5.4 Suggestion for Further Study 
Further studies are necessary to highlight areas not addressed by the researcher and 
also to explain the topic scenario from a different perspective using a different 
company. The study also suggests that other variables such as product design, process 
control and training and development should be used to determine their influence on 
quality management.  
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APPENDIX I 
DATA COLLECTION LETTER 
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APPENDIX II 
QUESTIONNAIRE 
My name is Grace M. Tuta, a student at The Management University of Africa 
pursuing a bachelor‟s degree in Business Management and Leadership.  Kindly fill 
the followingquestionnaire that I have drafted to help me in establishing thefactors 
affecting quality management in bottling companies. Please answer questions by 
putting a tick [√] in the appropriate box or by writing in the space provided. 
 
SECTION A: GENERAL QUESTIONS 
Kindly answer the questions below by ticking in the appropriate box or by giving 
explanations on the spaces provided. 
1. Indicate your gender   
(a) Male 
(b) Female 
2. Age in years  
(a) 18- 30 years  
(b) 31- 40 years 
(c) 41- 50 years  
(d) 51 and above years 
3. What is your highest level of education? 
(a) Secondary 
 (b) College 
(c) University 
4. How long have you worked in the organization? 
    (a) 1- 5 years        
    (b 6- 10 years                    
    (c) 11- 13 years                  
    (d) 14years and above  
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SECTION B: COMPETITION 
5.) Does competition affectquality management in bottling companies? 
   (a) Yes 
  (b) No 
Please Explain 
…………..……………………………………………………………………………… 
…………………………………………………………………………………………
…………………………………………………………………………………………
………………………………………………………………………………………… 
6) What is the effect of competition on quality management in bottling companies? 
 (a) Very large extent  
(b) Large extent 
(c) Small extent  
(d) Very small extent 
Please Explain 
……………..…………………………………………………………………………. 
…………………………………………………………………………………………
…………………………………………………………………………………………
………………………………………………………………………………………… 
SECTION C: INFORMATION TECHNOLOGY  
7Does information technology affectquality management in bottling companies? 
(a) Yes           
(b) No            
PleaseExplain 
……………………………………………………………………………..……… 
……………………………………………………………………………………… 
……………………………………………………………………………………… 
……………………………………………………………………………………… 
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b) How does information technology affectquality management in bottling 
companies? 
 (a) Very large extent  
(b) Large extent 
(c) Small extent  
(d) Very small extent 
PleaseExplain 
……………………………………………………………..………………………… 
………………..……………………………………………………………………… 
………………………………………………………………………………………… 
SECTION D: TRAINNING  
8.  a) Does training affect quality management in bottling companies? 
(a) Yes         
(b) No          
 
Please Explain 
………………………………………………………………………………………… 
…………………………………………………………………………………………
…………………………………………………………………………………………
………………………………………………………………………………………… 
c) To what extent doestraining affectquality management in bottling companies? 
 (a) Very large  
(b) Large extent 
(c) Small extent  
(d) Very small extent 
Please 
Explain 
………………………………………………………………………………………… 
…………………………………………………………………………………………
…………………………………………………………………………………………
………………………………………………………………………………………… 
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SECTION E: STORAGE  
9.) Does storage affectquality management in bottling companies? 
  (a) Yes 
  (b) No 
PleaseExplain 
………………………………………………………………………………………… 
…………………………………………………………………………………………
…………………………………………………………………………………………
………………………………………………………………………………………… 
c) How does storage affectquality management in bottling companies? 
(a) Very high extent  
(b) High extent 
(c) Fair extent  
(d) Low extent  
Please Explain 
…………...……………………………………………………………………………... 
…………………………………………………………………………………………
…………………………………………………………………………………………
………………………………………………………………………………………… 
Thank You for Your Cooperation 
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